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THE PENNSYLVANIA RAILROAD SYSTEM 

INFORMATION 
FOR EMPLOYES AND THE PUBLIC 

Broad Street Station Pfmuyl~io station 
PHILADELPHIA. PA. March 30, 1916 PITTSBURGH, PA. 

IV 14 

Confidence of the People 
the Railroads’ Need 

By ROBERT C. WRIGHT 
Freight Traffic Manager of the Pennsylvania Railroad 

Mr. Wright spoke before the 
members of the Baltimore Cham- 
ber of Commerce, at a dinner in 
Baltimore, Md., February 29, 1916. 
The following are extracts from 
his remarks on that occasion : 

“Some time ago the Pennsylvania Railroad 
displayed on bulletin boards all over its 
System large posters asking the people to 
give the Management the benefit of their 
advice, The responses to that bulletin were 
very interesting. A great many, of course, 
dealt with some personal grievance, but for 
the most part they showed a most helpful 
spirit on the part of the public. The rail- 
road issued that poster in all seriousness, 
and it was met in the same vein. This 
shows the public is tolerant if it understands. 

* * * * 

“We want the people along our lines to 
know that the Pennsylvania Railroad is doing 
everything it can to give the best service pos- 
sible and to encourage the business of the 
territory through which we operate, and of 
the country at large. We want all the ad- 
vice and assistance we can get from our 
people, We want the public to understand, 

and to believe in, the Management of this 
Railroad. We think they will, because the 
Management of the Pennsylvania Railroad 
believes in the public. 

The Need of Our Business Life 
“The thing that is needed in our busi- 

ness life, and which I might say has been 
lacking the last few years, and the thing 
which is particularly necessary in the re- 
lations between the carriers and the public, 
is confidence. 

“The railroad companies have been 
urged to take the public into their confi- 
dence, but they can’t take the public into 
their confidence until the public has confi- 
dence in them. I have tried it and I know. 

“You tell a man your cards are all on 
the table and try to take him into your con- 
fidence, but unless he has confidence in you 
he suspects that there are some aces up your 
sleeve. 

* * * t 

“The first step in mutual confidence be- 
tween the carriers and the public is to re- 
store the public’s confidence in the carriers. 
I realize perfectly that the public’s lack 
of confidence in the railroads has been more 
or less justified in the past, due to the prac- 
tices of the carriers, but let by-gones be by- 
gones. We must look ahead, not behind. 
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It is unfair to refer continually to the abuses 
of times gone past, in an effort to keepalive 
hostility toward the railroads. 

Throwing Rocks at a Railroad 

“There is still too much of an effort to 
make persona1 capita1 out of throwing rocks 
at a railroad; it is a cheap amusement, and 

often it wins the plaudits of the multitude, 
but is it fair? Is it conducive to the 
restoration of mutual confidence, which 1 

believe is so necessary in solving the railroad 
problem ? 

“ Our railroad company must have rules 
and regulations, which we try to make as 
fair and reasonable as we can to the greatest 
number; these rules and regulations will 
always, in instances, bear hard on some 
particular situation, and may seem unjust 
and unreasonable, but under the law these 
rules and regulations must be non-discrim- 
inatory and must apply to every one alike. 

* * * 0 

“ We are sitting up nights, trying to frame 
all our rules to be fair to every one. We 
want to run the railroad so as to make the 
greatest number of friends and the smallest 
number of enemies. 

The Freight Congestion 

“ We are now in the midst of a very 

trying freight congestion, necessitating 

placing embargoes today and lifting them 
tomorrow. Many people probably think us 
mean and arbitrary, sometimes, in placing 
these restrictions, but they wouldn’t if they 
knew how we are working to protect the 
interest of the shippers, especially those 
local to our own lines. Our purpose is a 

:I: :;: 

selfish one, I admit. We want to make 
friends of our patrons. That means more 
patrons and more money. 

* * + c 
“ 

I sometimes wonder if people realize 
how a railroad such as ours is being ground 
continually between the upper and nether 
millstones. Baltimore wants something and 
tells us what great things we are doing for 
Philadelphia and New York. Philadelphia 
wants something and her papers chide us 
about favoring Baltimore and New York. 
Pittsburgh wants something and we are 
reminded how we favor Buffalo, Balti- 
more, Philadelphia and New York. Chi- 
cago wants something and we are be- 
rated because they say we discriminate 
against her in favor of Buffalo, Pittsburgh, 
Baltimore, Philadelphia and New York. 
And so it goes. You can imagine how 
perplexed the Management must get now 

and then. Personally, I would like to meet 
the railroad officer who could please all 
communities, and I would like to work for 
the railroad that had the means to do it. 

* it + * 

“ Let us have confidence in each other. 
If we don’t understand the other’s view- 
point, let us talk it over, and if we still can- 
not reach the same conclusion, let us then 
submit it with no feeling to the proper 
Commission or Court, in order that a 
settlement may be reached. 

“ Then, let’s be good sports and stand 

by the decision and not keep on com- 
plaining that the other fellow won’t do 
what we want. Above all, let’s believe 

that each wants to be fair. 

:;: :i: 

“ Let us give each other a chance to show why he thinks he is 
fair and retain through any difference of opinion confidence in each 
other, which will make for a furtherance of the mutual help of busi- 
nessmen and railroads, which goes to make the prosperity of the 
nation.” 
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The Cultivation of Public Opinion 

J. T. Bowser, of Danville, Ky., 
has written the following letter to 
the editor of the Railway Age 
Gazette. It is published in the 
March 17th issue of that publi- 

cation : 

In considering the relations between the 
railroad and the public, and the cultivation 
of a favorable public sentiment toward “The 

Company,” usually there comes to mind the 
public policy of the management, the activi- 
ties of its soliciting agents, or the attitude 
and conduct of the local agents and pas- 
senger conductors. 

The division ofIicers, having to do 
almost solely with operating problems, 
are rarely given much consideration in 
this connection. Yet a great deal can be 
accomplished by them without serious inter- 
ference with the primary duties of their 
positions. 

* * * + 

The division superintendent, the division 
maintenance of way officer, and the train 
master, to whom report the employes scat- 
tered over the territory served by the road, 
loom large in the minds of the public with 
whom these employes are in daily contact, 
and the policy of these officers in dealing 
with matters in which the public is in- 
terested will go far in determining the 
attitude of the public toward the railroad. 
It is therefore expedient that a policy of 
consideration and reciprocity be adopted 
and outlined to the various subordinates, 
including particularly the office forces. 

An intelligent interest in local affairs at 
thevarious stations not only makes a favor- 

able impression on the citizens of these 
localities, but will expedite and simplify the 
satisfactory conclusion of any situations 

arising in the course of the work of the 
various operating officers. 

There are hundreds of railroad men who 
never vote, who could not even name the 
public officers of their own headquarters 
town, and who know practically nothing of 
the local affairs even there. 

Is it any wonder that, under such con- 
ditions, the bulk of the community con- 
siders the railroad as something foreign to 
it, and not as a business organization whose 
interests are almost identical with local 
organizations. 

* K * E 

Notice the sentiment in a town where 
the agent is active in local affairs or where 
the division officers are members of com- 
mercial clubs and the like, as compared 
with that in the town where no such interest 
is shown. 

In the first instance, the railroad is 
nearly always looked on as almost a local 
institution, while in the latter the railroad 
is generally viewed as a foreigner whose 
interest in the town lies solely in the amount 
of freight and passenger revenue to be de- 
rived from it. 

Another important item in the division 
officer’s public policy is his correspondence. 
The lowliest correspondent is due the 
courtesy of a reply to his communications. 
True, there would be cases where this would 
only encourage complaints and demands, but 
a man’s standing in the community cannot 
always be gauged by his letters, and an in- 
fluential enemy may result from the failure 
to give a courteous reply. 

If a request cannot be granted, explain 
why. If it requires investigation and fur- 
ther consideration, tell him so and state 

that he will be advised at a later date. 
Watch the tone of replies. What is ordi- 
nary business phraseology in correspond- 
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ence between offices may appear harsh to 
one unfamiliar with railroad usages. 

* * * * 

Claims for damage to adjoining property 
through diversion of drainage, encroach- 
ment of embankments and cuttings, and 

the like, are often made to division officers, 
or referred to them for investigation. Care- 
ful and detailed investigations should be 

made, and courteous consideration should 
be given to such claims. If they are not 
found to be well based, a well-framed re- 
fusal with full explanation will often avert 
a more or less costly law suit with the an- 
tagonism which will certainly be aroused, 
win or lose. 

t Y * + 

Requests for special favors, such as the 
stopping of certain trains at stations at 
which they are not scheduled to stop, or 
requests for the use of company property 
or facilities, should be given individual 
consideration and no hard and fast rule laid 
down to govern them. 

rarely sees further than his own case, and 
In making such requests, the applicant 

when it is pointedout to him that hundreds 
of similar requests are made which would 
have to receive similar consideration, he 
will usually see that “such a little expense 
to a big railroad” would be quite a large 
expense when these cases are considered in 
the aggregate. 

When all is considered, the public is just 
the railroad’s neighbor, and when we treat 

it as such we are much more likely to 
receive neighborly treatment in return. 

We can hardly expect to receive neigh- 
borly consideration from our neighbors 
unless we are prepared to reciprocate, 

* * + * 

the courts, and in increased business. 

The president and the general manager 
are vague figures to the majority of our 
public, but the division officers are closer 
and are known personally or through the 
hundreds of employes along the line. A 
spirit of consideration on their part will 
beget a friendliness in the public mind 
which will show itself in a reasonableness 
in the settlement of claims and in demands 
for improvements, in a fairer attitude in 

Government Ownership in the War 
-From address of Lord Claud Hamilton, M.P., at the annual meeting 

of the proprietors of the Great Eastern Railway, February II, 19r6. 

Does it not strike you how marked is 

the contrast of the smooth and successful 

working of the gigantic task imposed upon 

the Committee of General Managers with 

the reckless and haphazard manner in 

which much of the work also under, or 

partially under, Government control has 

been administered? The reason of the 

difference is obvious. In the one case 

the work has been performed by practical, 

trained business men; in the other case 

and Government officials-in many in- 

stances without any real business experi- 
ence-has been the cause of a terrible 
waste of public money, of inefficiency, 
and of unpardonable delay. These mis- 
takes are, I am glad to say, being gradually 
rectified ; but the war has been in progress 
for one year and seven months, and it 
seems a grave reflection upon our system 
of Government that such maladministra- 
tion should have been possible, and in the 
best interests of the country it is greatly 

the preponderance of politicians, lawyers to be deplored. 
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